@ @ \;@V STATE OF INDIANA Fl LE D

Jid 12063
INDIANA UTILITY REGULATORY COMMISSION

(NDIANA UTILITY

REGULATORY 8MMISSION
In the Matter of the Petition of Indiana Bell

Telephone Company, Incorporated d/b/a
Ameritech Indiana, Pursuant to 1.C. 8-1-2-61,

for a Three-Phase Process for Commission
Review of Various Submissions of Ameritech
Indiana to Show Compliance with Section 271(c)
of the Telecommunications Act of 1996

Cause No. 41657

R T S g

SBC INDIANA’S FILING OF REPORTS ON
COMPLIANCE AND IMPROVEMENT PLANS

Comes now Indiana Bell Telephone Company, Incorporated (“SBC Indiana™), by

counsel, and hereby files the following reports on the SBC Compliance and Improvement

Plans:

Change Management Communications Plan

Bill Auditability and Dispute Resolution Plan

Pre-Order Processing Timeliness Plan

SBC Midwest Trouble Ticket Coding Accuracy Management Review Results

Dated: July 31, 2003

Respectfully submitted,

= =,
Bonnie K. Simmons (#12067-49)
SBC INDIANA
240 North Meridian Street, Room 1831
Indianapolis, Indiana 46204
Telephone: (317) 265-3676




John T. Lenahan

SBC Management Services Inc.
225 West Randolph

25th Floor

Chicago, IL 60606

Telephone: (312) 727-2707

Counsel for Indiana Bell Telephone Company,
Incorporated (SBC Indiana)



CERTIFICATE OF SERVICE

I hereby certify that on July 31, 2003, I caused a true and correct copy of the foregoing to

be served to Ameritech271@urc.state.in.us.




-~ B/(D CHANGE MANAGEMENT COMMUNICATIONS PLAN
b ; STATUS REPORT

1. Introduction

SBC Midwest has filed a Change Management Communications Plan with each of the state
Commissions. This document provides a status report on SBC’s implementation of the action
plans described in the Change Management Communicattons Plan (“the Plan™). This report
consists of four additional sections as follows:

Section Il Status — Provides a summary of SBC’'s progress to date and schedule for
implementing remaining tasks.

Section III Other Issues — Provides an overview of miscellaneous issues, if any, related to the
Plan.

Section IV Recently Completed Tasks — Provides details concerning tasks completed since the
April 30, 2003 Status Report (“4/30/03 Status Report™).

Section V Tasks in Progress - Provides details concerning tasks expected to be completed by
the next reporting cycle.

I1. Status

In Sections 4 (a) — (h) of the Change Management Communications Plan, SBC committed to
implement eight action plans to address CLEC-impacting changes to SBC’s Operations
Support Systems (“OSS™) made outside the normal quarterly release cycles. As noted in the
4/30/03 Status Report, all actions scheduled to be completed by that date, did in fact complete.
Since that time, SBC’s efforts included: continued adherence to the processes implemented
pursuant to the Plan; completion of make-up training sessions for employees who were not
able to attend initially; continued work with CLECs through the CLEC User Forum; and,
implementation and execution of the Quality Assurance Review (“QAR"). Included as part of
this Status Report is the first Quality Assurance Review, conducted for the period of April 21st
through June 14,

ITI. Other Issues

No other issues at this time.

1 7/31/03
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Attachment B

Change Management Communications Plan
First Quality Assurance Review Report
April 21, 2003 — June 14, 2003

Introduction

The purpose of the Quality Assurance Review (“QAR™) process is to verify the completeness
and accuracy of SBC's implementation of CMCP action plans. To assess compliance with those
requirements, SBC agreed to conduct quarterly reviews for one year. At the completion of each
quarterly review, results are documented and reported to impacted business and executive
management. Where warranted, corrective actions are developed and implemented. Each
corrective action will be tracked and investigated to ensure timely and successful
implementation.

This Quality Assurance Review Report summarizes the results of the first quarterly QAR, which
covers the period of April 21, 2003 through June 14, 2003, and is based on a sampling of
changes made between releases during that time frame. Where applicable, details on deviations
and corresponding corrective actions ar¢ provided.

Overall, this first QAR review demonstrates that the CMCP has been implemented within the
appropriate organizations in SBC. In the instances where discrepancies were noted, results either
have been or are in the process of being reported to impacted management. Corrective actions
have been documented and will be tracked to ensure successful implementation. Status on these
corrective actions will be provided in subsequent QAR reports.

SBC’s implementation of the CMCP has resulted in significant additional oversight, validation
and testing of interface changes. SBC also notes that, since the CMCP has been implemented,
there have been no CLEC complaints to Change Management regarding any changes that were
made without notification in a maintenance release. Nor have any CLECs complained to Change
Management of unintended impacts as a result of maintenance releases that have occurred during
the review period.

QAR Scope and Approach

This QAR was conducted based upon a review of 30 changes that were scheduled for
implementation between April 21 and June 14 (i.e., “outside the normal quarterly release
cycles™). The sample of 30 was taken on a random basis, and represents 22% of the total 135
edits, modifications and changes scheduled for implementation during the four maintenance
releases that occurred during this period.

Each of these 30 items then was analyzed to determine compliance with CMCP requirements.
For each change reviewed, a series of questions was asked and answered, with input from the
Subject Matter Experts (SMEs) as required.

First, a determination was made as to whether the critical step of assessing whether the change in

question was potentially CLEC impacting was completed. The CMCP defines “CLEC
impacting” as “any change made by SBC to the interface that would cause a CLEC’s previously

1 7/31/03
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accepted LSR to be rejected or a previously accepted pre-order transaction to fail. ! Each
sample item was evaluated to make certain this determination was made. If the change was
determined to be CLEC-impacting, then the following analysis was undertaken for each item:

Was the change included on the Enhanced Defect Report (“EDR") as required by
CMCP § 4(b)?

Was the change:

e A new edit for existing business rules, subject to the notification requirements of
CMCP § 4(a) and, if so, were those requirements followed?
¢ A modification to existing edits (pre-order and order) and/or table updates, under
CMCP § 4(b)?
¢ An EDI Mapping or CORBA IDL change, subject to the notification requirements
of CMCP § 4(c) and, if so, were those requirements followed?

Were the testing requirements of CMCP § 4(f) followed? Specifically, for each
change:

¢ Was positive and regression testing conducted by SBC’s Information
Technologies (IT) organization?

s Were test plans, scenarios and expected outcomes reviewed and approved by
SBC’s IT organization for each change?

e Did Industry Markets management review test results as documented by IT prior
to implementation?

Summary of QAR Results

Of the 30 changes included in the QAR sample:

o Two were found to be “Severity 1" defects, and therefore outside the scope of the
CMCP. (See, CMCP, fn. 5);

* One was a duplicate of another defect in the sample; and,

e Two of the changes were not implemented during the April 21-June 14, 2003
review period.

Accordingly, the evaluation steps below did not apply to these five changes. A summary of
SBC’s review of CMCP compliance for the remaining 25 changes, including deviations and
corresponding corrective actions, is set out below:

'CMCP, p. 4.

2 7/31/03
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Assessment of CLEC Impact

The QAR confirmed that each of the 25 changes remaining in the sample had undergone
evaluation to determine whether the change presented a potential CLEC impact as defined by the
CMCP. Ofthe 25 changes, 17 were assessed as having a potential CLEC impact, and therefore
subject to CMCP requirements, and 8 were assessed as having no potential CLEC impact.

Inclusion on Enhanced Defect Report (EDR)

All but one of the 17 remaining changes in the sample were included on the EDR in compliance
with the requirements of CMCP § 4(b). The one change that did not appear on the EDR was
opened by SBC as a DR in March 2003, prior to the implementation of the CMCP. SBC

inadvertently failed to include this defect when the EDR was implemented in April.

The team responsible for maintaining the accuracy of the EDR was informed of the deficiency.
This change was implemented and now appears on the EDR *‘closed” tab.

Type of Change

Following SBC's CMCP processes, all 17 of these changes were correctly assessed as
modifications to existing edits (pre-order and order) and/or table updates under CMCP § 4(b).
No Exception Request Accessible Letters were required for these changes; as noted above, all
but one appropriately appeared on the EDR.

Positive and Regression Testing

The QAR confirmed that either positive or regression testing was conducted for all 17 of the
changes. Positive testing was conducted on 16 of the changes in the sample, and regression
testing was conducted on 14.

Corrective action included reinforcing the requirement that IT conduct positive testing and
applicable regression testing on CLEC impacting defects prior to implementation.

IT Management Approval of Test Plans/Scenarios and Expected Outcomes

The QAR confirmed that test plans/scenarios and expected outcomes were developed by the IT
organization on 14 of the 17 changes.

Verbal approval of the test plans/scenarios and expected outcomes by IT management was
obtained on a total 5 of the 17 changes.

Corrective action includes reinforcing the requirement for IT management approval of test
plans/scenarios and expected outcomes for CLEC impacting defects prior to executing the test.
The IT organization has confirmed that its existing test plan template will be updated to provide

3 7/31/03
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for documented approval of test plans/scenarios and expected outcomes prior to the August 13,
2003 release.

In addition, the Industry Markets Defect Management team has confirmed its documentation is
being updated to include a specific requirement that all test documentation be rejected back to IT
unless formal approval of the test plans/scenarios and expected outcomes is provided. This
requirement will be effective with the August 13" release.

Industry Markets Review of Test Results

The QAR confirmed that Industry Markets (IM) management reviewed the results of IT testing
to confirm that the test results conformed to expected outcomes for 14 of the changes in the
sample.

In one case, SBC’s intemal release calendar was not correctly updated by the IT organization to

identify that the change was being implemented. As a result, IM was not aware that a review of
the test results for this change was required. IT has confirmed that the mnternal release calendar

will be updated appropriately moving forward.

One case involved a table update, which IM did not recognize as part of this review process.
Moving forward, IM will include review of testing on table updates as applicable.

The change in one case was made to an internal system that does not interact with the CLEC

systems. Testing in this case was done in production and, as such, there were no test results to
review prior to implementation.

4 7/31/03
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- SBC MIDWEST STATUS REPORT

1. Introduction

SBC Midwest has filed a Bill Auditability and Dispute Resolution Plan with each of the state
Commissions. This document provides a status report on SBC's implementation of the actions
described within the Bill Auditability and Dispute Resolution Plan (“the Plan™). This report
consists of four additional sections as follows:

Section II Status ~ Provides a summary of SBC’'s progress to date and schedule for
implementing remaining tasks.

Section III Other Issues ~ Provides an overview of miscellaneous issues, if any, related to the
Plan.

Section IV Recently Completed Tasks — Provides details concerning tasks completed since the
April 30, 2003 Status Report (“4/30/03 Status Report™).

Section V Tasks in Progress — Provides details concerning tasks expected to be completed by
the next reporting cycle.

I1. Status

All actions scheduled for completion within the current reporting period have been completed,
including the development and delivery of a state specific USOC Reference Guide for Tarniff
20, Parts 19 and 23. To date, approximately 90% of all identified actions documented within
the plan have been completed. SBC is on target to complete all remaining actions during the
next reporting cycle (October 2003).

As noted in the 4/30/03 Status Report, dialog with the CLECs to address billing dispute
resolution issues continues via the CLEC Billing Sub-committee formed at the CLEC User
Forum (CUF). This subcommittee continues to provide a venue for open discussion of the
CLECs billing claim issues. Fifty-six CLEC billing issues have been raised since the
subcommittee formed on February 19, 2003. To date, 32 of those issues have been fully
resolved; the issues log details status of each issue raised and is updated and posted prior to the
next meeting on the CLEC Online. A key improvement delivered was enhancing the subject
line of the confirmation and completion notices to more clearly identify the claim. Several of
the remaining open items relate to defining processes. For example, a Claims Trial is currently
underway to allow CLECs to utilize the current standard forms and procedures but reduce the
amount of information a CLEC must submit for muitiple occurrences of the same issue. This
may allow the LSC to investigate and resolve certain types of claims on an “issue” level,
instead of an “item” level, potentially leading to more timely and efficient processing. Phase [
of this trial which used simulated claims from three CLECs ended on 6/12/03 and the results
have been shared with the billing sub-committee members. Phase II using live claims began on

1 7/31/03
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July 9, 2003; the same three CLECs are participating. The next meeting of the CLEC Billing
subcommittee is scheduled for 7/29/03. This subcommittee is expected to continue to meet
periadically through the third quarter of 2003 with an evaluation of continuation made during
this time.

III. Other Issues

SBC stated in its 4/30/03 Status Report that feedback from the March and April CLEC User
Forum (CUF) meetings indicated that a CABS billing overview was not needed. The CLECs
had indicated that there may be value to an overall billing overview after process definition
under discussion at the Billing Subcommittee calls was completed. SBC's CLEC & Service
Center Education organization regularly participates on these calls as well as on the CUF
meetings to insure any additional training needs are identified in a timely manner.

a8
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Attachment A

SBC Midwest CLEC Billing Claim Quality Review Process
Summary of Review Results
April through June 2003

I. Overview

The Bill Auditability and Dispute Resolution Plan was developed to address comments raised
by CLECSs regarding difficulties in reconciling CABS billing statements and with utilizing SBC’s
billing dispute resolution process when issues arose. One of SBC's action initiatives to address
dispute resolution process concerns was the implementation of a Claims Investigation Process
Checklist to improve upon the accuracy and completeness of resolved CLEC billing claims. This
checklist is a living tool that is revised regularly based upon the need to accurateiy research and
resolve billing claims. Feedback from CLECs and internal reviews are considered in making
updates to the checklist.

An internal quality review process was developed in the SBC Midwest region’s Local
Operations Billing Claims and Disputes department to perform a random sampling of processed
claims to ensure the accuracy and completeness of those responses. This sampling process was
implemented on March 3, 2003. In the following sections, SBC describes the process used by
this organization to conduct the reviews, and summarizes the results obtained during the April
through June 2003 timeframe.

II. Management Review Process

The Billing Claims & Disputes work group conducts their management reviews on a weekly
basis. Each reviewer compares the representative’s checklist to the action taken by the
representative when resolving the claim. A description of the process followed is provided
below.

Billing Managers randomly select resolved claims for review. The objective is for each
manager to sample 3 resolved claims per week. The quality review process includes
comparisons of the representative’s completed Claims Investigation Process Checklist to the
associated CLEC claim for accuracy and completeness of its resolution. Individual coaching
sessions are held with reps if errors are found. If a global issue is identified by the billing
managers, the issue will be covered via a team meeting. The results of the claims quality reviews
are logged into a mechanized tracking database weekly by the Billing Manager, which includes
any corrective actions taken.

III.  Summary Results

The results of the Billing claim resolution quality reviews is summarized below. These results
include summary information on errors identified and corrective measures taken to address them.

! 7/31/03



Attachment A

SBC Midwest CLEC Billing Claim Quality Review Process
Sammary of Review Results
April through June 2003

Of the 63 claims reviewed for the period of April through June 2003, 100%
were resolved accurately, either sustained or adjusted. Of all claims reviewed,
the LSC reviewed a minimum of 9 quality items per claim, up to a maximum
of approximately 20 points. The number of quality points reviewed was
dependant on the type of claim and whether the claim was sustained or
adjusted. These quality items include such things (where applicable) as
review of SBC systems to verify rates, review of the Interconnection
Agreement site for contract information, and review of SBC’s online
documentation for determination of billable USOCs and when these USOCs
are applicable. Of the 63 claims reviewed, a total of 665 quality items were
reviewed, and 644 items were found to have met the expectations for quality,
an accuracy rate of 96.8%. Where o claim was deemed to contain an
Inaccuracy, it is important to note the claim was processed accurately and the
proper credit was issued where applicable.

For the quality items reviewed that were identified as incorrect, the most
common finding was incomplete resolution text provided back to the CLEC
on the claim. For example, the LSC management expectation is that each
claim will contain resolution text that provides a reference to the contract or
tariff upon which the resolution is based, where applicable. In some instances,
the resolution text was found to be incomplete. Despite the overall high
degree of accuracy of quality items reviewed, the LSC remains committed to
further improve in this area. To address the issues found to be below
expectation, the LSC has developed the following action steps:

1) Continued Claims Quality Reviews

2) Corrective Action in the form of Coaching when errors found

3) Review of Areas of Concern at Team Meetings

4) Tracking of Quality Review data in the Quality Database tool

5) Routine review for trends in the Quality Review Database tool
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PRE-ORDER PROCESSING TIMELINESS PLAN

SBC MIDWEST STATUS REPORT
sgc)

Overview

SBC Midwest has filed a Pre-Order Processing Timeliness Plan with each of the State
Commissions. This document provides a status report on SBC’s implementation of the
actions described in the Pre-Order Processing Timeliness Plan (“the Plan™).

The goal of the Pre-Order Plan was to improve SBC’s response time to the CLECs with
respect to the processing of EDI pre-order transactions. The Pre-Order Plan outlines
actions that SBC will take or had undertaken that have the potential to enhance and
monitor the performance of EDI protocol translation, a required step in processing CLEC
EDI pre-order transactions. The specific actions outlined by SBC in the Pre-Order Plan
include:

1. Investigate the feasibility of improving the performance of the then-existing
version of the EDI translator software, and implement any practical
improvements.

2. Install the most current version (Gentran: 6.0) of EDI translation software
available from the software vendor, '

3. Evaluate a new type of EDI translation software (Integrator) available from the
software vendor.

The Pre-Order Plan also discusses an important change to SBC’s Performance
Measurement 2 (Pre-Order Transaction Timeliness), that tracks SBC's timeliness in
providing responses to pre-order inquiries. In particular, to monitor future processing
performance, SBC and the CLECs agreed to new disaggregations and benchmarks to
Performance Measurement 2 that measure EDI protocol translation time As a result,

EDI protocol translation time is now measured separately and compared to an industry
set benchmark. Each State Commission approved this proposal and these changes have
been fully implemented. (See Version 1.9, PM 2, Percent Responses Received within “X"
seconds — OSS Interface: Protocol Translation Time — EDI (input and output), 95% in <=
4 seconds.)

The purpose of this update is to summarize the status of actions outlined in the Pre-Order
Plan. Of course, since these actions are intended to improve SBC’s pre-order response
time, the most pertinent measure of gauging the current status of this issue is to look at
SBC’s actual response time performance. At the time this Plan was proposed, SBC did
not separately report EDI translation processing time. As a result BearingPoint’s OSS
testing assumed an EDI processing time of 95% within 4 seconds, but concluded that
SBC was not meeting that benchmark. As this status report shows, with the exception of
one month discussed below, current performance results are now consistently above the

' SBC proposed this action item because it assumed it would be possible to further improve the EDI pre-order response
speeds.
% As with Gentran 6.0, SBC thought this software also had the potential to improve response time.
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threshold agreed to in PM 2 and used by BearingPoint during the test to determine the
adequacy of SBC’s Pre-Order Response timeliness.

Current Production Performance - Performance is already consistently exceeding the
Industry agreed-upon benchmark target

As noted above, starting in February 2003, SBC began reporting its EDI protocol
translation processing timeliness on a monthly basis. The results to date demonstrate that
SBC is, and has repeatedly been meeting the prescribed target level. As can be seen from
the table below, pre-order EDI protocol translation timeliness has exceeded the
benchmark of 95% of responses within 4 seconds in four of the last five months.

PM 2 % Responses Received w/in 4 sec —~ OSS Interface — Protocol Translation Time
- EDI

Responses Within | Total Responses | % Responses Received

Time Interval Within Time Interval
February 2003 354,490 358,626 98.85%
March 2003 371,799 376,318 08.80%
April 2003 397,387 402,026 98.85%
May 2003 344,064 473,710 72.63%
June 2003 457,954 474,074 96.60%

Performance was excellent in the months of February, March and April. The benchmark
was not met in May 2003. The cause for this miss was related to a significant shift in load
between platforms that required a modification to software tuning parameters to increase
processing efficiency in the LSOG 5/6 environment. ' The corrective action to address this
isolated event was successful and June results are again exceeding the 95% within 4
seconds benchmark.

Action item I Status — Enhancement of existing translator software performance

During 3Q02, SBC and its EDI software vendor, Sterling Commerce®*, worked to
determine whether it was possible to improve the performance of its Gentran EDI
translation software, Version 5.3. After initially concluding that no performance
improvement was possible, additional analysis was performed that identified a potential
response—enhancing software change. A custom modification was implemented on
September 11, 2002 that provided this enhancement and effectively reduced the amount
of system processing performed on each transaction. This was accomplished by
bypassing a data management feature of the software. Despite this significant
improvement, SBC believed at the time that additional improvement might be achieved
by continuing its work with Sterling {see the additional action items below).

3 Platform shifts occurred in SBC Midwest specifically between LSOG4 EDI and LSOGS/6 EDI and in other SBC
regions between then current production interface versions.
4 Sterling Commerce is a wholly-owned affiliate of SBC.
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Action item 2 Status — Installation of most current version of EDI translator software

In particular, when the Plan was proposed, SBC believed that the installation of a newer
version of Gentran EDI translation software, i.e. replacing Version 5.3 with Version 6.0,
would decrease processing times even more. The upgrade to EDI translator version
Gentran: Server 6.0 was originally scheduled to be installed during the weekend of June
28, 2003, but was delayed because a prerequisite operating system software upgrade was
not completed successfully. This needed operating system software upgrade was
successfully performed during the weekend of July 12th, and Gentran: Server 6.0 was
installed Monday evening, July 14th. (See, Accessible Letter CLECALLS03-099 issued
June 30, 2003, a copy of which is attached.)

On July 16th, the second day after the pre-order EDI translator began processing
production transactions using the new software version, SBC noted that the translator was
sporadically failing to return responses. Two days later, SBC received CLEC reports that
pre-order responses, in certain irregular circumstances, were overwritten with data from
another transaction, and thus returning an inaccurate response. On July 19, 2003, SBC
removed the upgrade and restored the pre-order EDI translator to the prior version of the
Gentran:Server software (i.e., version 5.3). The identified problems disappeared
following the restoration of the 5.3 version. (See, Accessible Letter CLECALLS03-125
issued July 22, 2003, a copy of which is attached.)

After investigation, the third-party software vendor (Sterling) verified that the problem
stemmed from the 6.0 software version. This version introduced architectural changes
that relied upon the previousiy-removed data management functionality of the software.
Since this functionality had been bypassed by SBC to gain the significant response time
improvements discussed abave (see Action item #1 above), Version 6.0 could not
function as intended. Because of the incompatibility, not only were no further
improvements in response times realized, but the possibility existed that processing
timeliness and the accuracy of the responses could be degraded compared to prior results
using Version 5.3.

SBC has not received any assurances that the incompatibility can be resolved. In
addition, while the 6.0 software version might have improved performance relative to
SBC's 2002 experience, the subsequent changes made in the existing software version
5.3 (discussed in Action item 1, above) have so improved pre-order response
performance that the pursuit of the 6.0 software changes no longer make any sense.
Consequently, it ts SBC’s proposal that it not pursue the implementation of this release
any further.

Action item 3 Status — Evaluation of new third-party translation software
In addition to attempting the installation of Version 6.0 of Gentran, SBC is also

evaluating new EDI translation software that Sterling Commerce released in late 2002, to
determine if additional decreases in processing times can be reasonably achieved. . This
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new software ( which is different from Gentran, Version 6.0 discussed above) is referred
to as Sterling Integrator. SBC is evaluating this new translator software to determine
whether it can further improve overall performance.

During October 2002, the SBC EDI group examined the technical documentation, viewed
product demonstrations, and held discussions with the Sterling Integrator development
team. Although these initial sessions failed to identify opportunities for further response
time improvement, SBC subsequently decided to replicate its translator operating
environment for Sterling to allow it to perform more in-depth technical comparisons in its
labs. On February 6, 2003, the Sterling technical team identified a modification that had
the potential to further improve translator response time using the new Sterling Integrator
software. This solution, however, has limitations in its ability to handle multiple versions
and trading partners, which would degrade the current flexibility of the EDI pre-order
interface. Given those limitations and the fact that the current EDI protocol translation
processing performance is meeting industry agreed upon performance measurement
benchmarks, SBC proposes to continue to monitor progress of this software, but does not
currently plan to implement the Sterling Integrator product.

Conclusion

SBC has and will continue to manage its pre-order system software and hardware
configuration to maintain the timeliness of transaction processing. The goal and intent of
the Pre-Order Plan has been achieved - the timeliness of EDI pre-order transactions has
been improved and consistently meets industry-agreed benchmarks. Equally important,
SBC has satisfied its commitments in the Pre-Order Plan, In particular, SBC made
improvements to its existing Gentran EDI software (Pre-Order Plan section 3.A),
attempted to install Gentran version 6.0 (Pre-Order Plan section 3.B)* and conducted
extensive analysis of the new Sterling Integrator software (Pre-Order Plan section 3.B).
SBC also modified the relevant performance measurement (Pre-Order Plan section 3.C).

Under the Pre-Order Plan, SBC is to file this status report in July 2003 and quarterly
thereafter if needed. SBC believes that it has fully complied with the requirements of the
Pre-Order Plan and that no additional status reports are needed. Nonetheless, SBC will
file at least two additional quarterly status reports on this issue in October 2003 and
January 2004 to provide the Commission assurance that SBC’s EDI preorder timeliness
performance has been maintained.

¥ As noted above, the Gentran version 6.0 did not improve performance but actually appeared to have the potential to
degrade timeliness and accuracy, in comparison to the significant ymprovements made to version 5.3, Accordingly,
SBC has interpreted the Pre-Order Plan as not requiring the installation of this particular item. Of course, SBC will
continue to make necessary adjustments to maintain its response time benchmarks, and will continue to evaluate other
potential enhancements, consistent with action item 3.B.
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Accessible

Date: June 30, 2003 Number: CLECALLS03-099
Effective Date: July 14, 2003 and other dates Category: 0SS
as explained below

Subject: Delay to Operating System Upgrade for CORBA and EDI Pre-Order in All Regions
and the Interactive Agent in SNET and SBC Midwest

Related Letters: CLECALLS03-066 Attachment: No
States Impacted: All States

Issuing SBC ILECS: SBC Illinais, SBC Indiana, SBC Ohio, SBC Michigan, SBC Wisconsin,
SBC California, SBC Nevada , SBC Arkansas, SBC Kansas, SBC
Missouri, SBC Oklahoma, SBC Texas and The Southern New England
Telephone Company (collectively referred to for purposes of this
Accessible Letter as “"SBC 13-State”)

Response Deadline; July 8™ Contact: Change Management Mailbox at

Conference Call/Meeting: NA

This Accessible Letter provides notification that the operating system upgrade scheduled for the
weekend of June 28" (CLECALLS03-066) was unsuccessful due to problems with third-party
software. As a result, the TPEOSS3 (CORBA Pre-order versions 5.2, 5.3 and 6.0, EDI Pre-order
versions 5.2, 5.3 and 6.0 and the SNET Interactive Agent) upgrade has been rescheduled for the
weekend of July 12™. The previously mentioned Pre-order interfaces will be unavaitable from
1:00 AM CDT on Saturday, July 12" untll 5:00 AM CDT Monday, July 14

The upgrade of the Pre-order EDI translator to Gentran Server 6.0, which will occur after the
operating system upgrade referenced above is complete, is scheduled to take place Monday night
and will be available Tuesday, July 15™. No additional downtime will be required for the Gentran
upgrade.

The upgrade to TSTECLEC1 {CLEC test system for Pre-order applications of EDI and CORBA,
Interactive Agent for Order} was successfully implemented as scheduled, the weekend of June
21%, CLECs that have not yet tested with the new Gentran version are encouraged to do so before
the upgrade.

The other gperating system upgrades announced in CLECALILS03 Q66 are changed as follows:

TSPEQSS1 - Verigate ‘
Upgrade will occur on the weekend of 7/19. There Is no extended Verigate downtime
required for this upgrade.

TSPEOSS2 - Verigate
Upgrade will occur on the weekend of 7/26, There is no extended Verigate downtime
required for this upgrade,

TSPEOSS4 - SBC Midwest Interactive Agent
Upgrade will occur on the weekend of August 2nd. The SBC Midwest IA will be unavallable
beginning 1:00 a.m. on Saturday, August 2nd until 5:00 a.m. Monday, August 4th,



CLECs should address any schedule concerns to the Change Management mailbox at
shecmpi@camail.sbe.com through July 8th.

The text of CLECALLS03-066 is below in gray.

In order to perform an operating system upgrade (Solaris 2.6 to Solaris 2.8) on the platforms
used for EDI Pre-order, CORBA Pre-order and the Interactive Agents for SBC Midwest and SNET,
these applications will be unavailable according to the schedule below. (All times indicated are for
the Central Time Zone) In addition to the Solaris upgrade, we will be upgrading to Gentran
Server 6.0 on the CLEC test system and the system running CORBA, EDI Pre-order and SNET
Interactive Agent. However, EDI Pre-order is the only application that uses Gentran Server 6.0.

TSTECLEC1 -CLEC test system for Pre-order applications of EDI and CORBA, Interactive
Agent (IA) for Order
Upgrade will occur during the weekend of 6/21. The test system is not available during
this period, and there is no additional downtime requested. This upgrade includes the
GENTRAN Server 6.0 upgrade.

TSPEOSS3 - CORBA Pre-order versions 5.2, 5.3 and 6.0, EDI Pre-order versions 5.2, 5.3
and 6.0 and the SNET Interactive Agent
Upgrade will occur on the weekend of 6/28. These applications will be unavailable
beginning 1:00 a.m. on Saturday, June 28th until 5:00 a.m. Monday, June 30™M.

TSPEOSS3 - CORBA Pre-order versions 5.2, 5.3 and 6.0, EDI Pre-order versions 5.2, 5.3
and 6.0 and the SNET Interactive Agent —- GENTRAN Server 6.0 upgrade
Upgrade will occur after the normal downtime for the production day of June 30th. The
system will be on the new GENTRAN Server for July 1% production. This upgrade will occur
durlng the normal maintenance window.

TSPEQSS1 - Verigate
Upgrade will occur en the weekend of 7/12. There is no extended Verigate downtime
required for this upgrade.

TSPEOSS2 - Verigate
Upgrade will occur on the weekend of 7/19. There is no extended Verigate downtime
required for this upgrade.

TSPEOSS4 - SBC Midwest Interactive Agent
Upgrade wlll occur on the weekend of July 26th. The SBC Midwest IA will be unavailable
beginning 1;00 a.m. on Saturday, July 26th until 5:00 a.m. Monday, July 28th.

The extended downtime is required for the operating system upgrade. The operating system
upgrade allows SBC to install other future software upgrades Including the Gentran Server 6.0
upgrade. Each operating system upgrade takes 32 hours to perform. The extended downtime Is
needed on the TSPEOSS3 and TSPEOSS4 platforms to avoid requiring the CLECs to change IP
addresses for the conversion weekend. Without the extended downtime, CLECs would be required
to change IORs for use on Saturday and Sunday (days of the conversion) to pick up the
temporary IP address changes, and return to the original IOR on Monday. While extended
downtime Is not required for the Verigate application and the work should be transparent to
CLECs, this notificatlon 1s being provided to alert CLECs that work ts being performed on systems
that support Verigate on the weekends shown in the schedule above,

The CLEC test system (TSTCLEC1) Is converting first to provide CLECs with an opportunity to test
the pre-order interfaces (EDI and CORBA) and the Interactive Agent for Order to ensure that



these changes do not create problems for their applications. It s Important that each

impacted CLEC test with SBC during the week between TSTECLEC1 and TSPEOSS3 (June

23rd through June 27th). CLECs should contact their 0SS Account Manager for
assistance with this testing.
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Accessible

Date: July 22, 2003 Number: CLECALLS03-125

Effective Date: NA Category: 0SS

Subject: Back-off of Gentran:Server 6.0 for Pre-Order

Related Letters: CLECALLSO3-066 & Attachment: No
CLECALLS03-099

States Impacted: All States

Issuing SBC ILECS: SBC Illinols, SBC Indiana, SBC Ohio, SBC Michigan, SBC Wisconsin,
SBC California, SBC Nevada , SBC Arkansas, SBC Kansas, SBC
Missouri, SBC Oklahoma, SBC Texas and The Southern New England
Telephone Company

Response Deadline: NA Contact: Change Management Mailbox at
sbccmp@camail.sbe.com

Conference Call/Meeting: NA

This Accesslble Letter provides natification that the upgrade to Gentran:Server 6.0 for EDI Pre-
Order that was applied effective 7/15/03 was backed off effective 7/19/03. Problems were
encountered with the 6.0 version that were not apparent in testing. The software was restored to
the 5.3 version of Gentran:Server that was running previously.

This change in vendor software versions should have no effect on CLECs. Future upgrade path
and dates will be determined pending resoiution of the problems by the vendor.

The text of CLECALLS03-099 is below in gray.

This Accessible Letter provides notification that the operating system upgrade scheduled for the
weekend of June 28" (CLECALLS03-066) was unsuccessful due to problems with third-party
software. As a result, the TPEQSS3 (CORBA Pre-order versions 5.2, 5.3 and 6.0, EDI Pre-order
versions 5.2, 5.3 and 6.0 and the SNET Interactive Agent) upgrade has been rescheduied for the
weekend of July 12, The previously mentioned Pre-order interfaces will be unavallabie from
1:00 AM CDT on Saturday, July 12" until 5:00 AM CDT Monday, July 14%,

The upgrade of the Pre-order EDI translator to Gentran Server 6.0, which will occur after the
operating system upgrade referenced above is complete, Is scheduled to take place Monday night
and will be available Tuesday, July 15™. No additional downtime will be required for the Gentran
upgrade.

The upgrade to TSTECLEC1 (CLEC test system for Pre-order applications of EDI and CORBA,
Interactive Agent for Order) was successfully Implemented as scheduled, the weekend of lune
21%, CLECs that have not yet tested with the new Gentran version are encouraged to do so before
the upgrade.

The other operating system upgrades announced In CLECALLSO03 066 are changed as follows:



TSPEQSS1 - Verigate
Upgrade will occur on the weekend of 7/19. There is no extended Verigate downtime
requlred for this upgrade.

TSPEOSS2 - Verigate
Upgrade wlill occur on the weekend of 7/26. There is no extended Verigate downtime
required for this upgrade.

TSPEOSS4 — SBC Midwest Interactive Agent
Upgrade will occur on the weekend of August 2nd. The SBC Midwest IA will be unavailable
beginning 1:00 a.m. on Saturday, August 2nd until 5:00 a.m. Monday, August 4th.

CLECs should address any schedule concerns to the Change Management mailbox at
shecemp@camail.sbe.com through July 8th.

The text of CLECALLS03-066 is below In gray.

In order to perform an operating system upgrade (Solaris 2.6 to Solaris 2.8) on the platforms
used for EDI Pre-order, CORBA Pre-order and the Interactive Agents for SBC Midwest and SNET,
these applications will be unavailable according to the schedule below. (Al times Indicated are for
the Central Time Zone) In addition to the Solaris upgrade, we will be upgrading to Gentran
Server 6.0 on the CLEC test system and the system running CORBA, EDI Pre-order and SNET
Interactive Agent. However, EDI Pre-order s the only application that uses Gentran Server 6.0.

TSTECLEC1 —CLEC test system for Pre-order applications of EDI and CORBA, Interactive
Agent (IA) for Order
Upgrade wlll occur during the weekend of 6/21. The test system is not available during
this period, and there is no additional downtime requested. This upgrade includes the
GENTRAN Server 6.0 upgrade.

TSPEOSS3 - CORBA Pre-order versions 5.2, 5.3 and 6.0, EDI Pre-order versions 5.2, 5.3
and 6.0 and the SNET Interactive Agent
Upgrade wlill cccur on the weekend of 6/28. These applicatlons will be unavallable
beginning 1:00 a.m. on Saturday, June 28th unti} 5:00 a.m. Monday, June 30%

TSPEOSS3 — CORBA Pre-order versions 5.2, 5.3 and 6.0, EDI Pre-order versions 5.2, 5.3

and 6.0 and the SNET Interactive Agent - GENTRAN Server 6.0 upgrade '
Upgrade will occur after the normal downtime for the production day of June 30th The
system will be on the new GENTRAN Server for July 1% production. Thils upgrade will occur
during the normal maintenance window. ‘

TSPEOSS1 - Verigate ' n 1

Upgrade will occur on the weekend of 7/12. There s no extended Verigate downtime
required for th[s upgrade ‘

TSPEOSS2 - Verlgate
Upgrade wiil occur on the weekend of 7/19. There is no extended Verigate downtime
requlred for thls upgrade.

TSPEOSS4 - SBC Mldwest Interactive Agent
Upgrade will occur on the weekend of July 26th. The SBC Midwest IA will be unavailable
beginning 1:00 a.m. on Saturday, July 26th until 5:00 a.m. Monday, July 28th.

The extended downtime Is required for the operating system upgrade. The operating system |
upgrade allows SBC to install other future software upgrades including the Gentran Server 6.0



upgrade. Each operating system upgrade takes 32 hours to perform. The extended downtime is
needed on the TSPEOSS3 and TSPEOSS4 platforms to avold requiring the CLECs to change IP
addresses for the conversion weekend. Without the extended downtime, CLECs would be required
to change 10Rs for use on Saturday and Sunday (days of the conversion) to pick up the
temporary IP address changes, and return to the orlginal IOR on Manday. While extended
downtime is not required for the Verigate application and the work should be transparent to
CLECs, this notification Is being provided to alert CLECs that work Is being performed on systems
that support Verigate on the weekends shown in the schedule above.

The CLEC test system (TSTCLEC1) is converting first to provide CLECs with an opportunity to test
the pre-order interfaces (EDI and CORBA) and the Interactive Agent for Order to ensure that
these changes do not create problems for their applications. It ls important that each
impacted CLEC test with SBC during the week between TSTECLEC1 and TSPEOSS3 (June
23rd through June 27th). CLECs should contact their 0SS Account Manager for
assistance with this testing.



SBC Midwest Trouble Ticket Coding Accuracy
e“/nc Management Review Results
April 1, 2003 - June 30, 2003
L Overview

In reporting the results of its OSS testing conducted within the five-state SBC Midwest region,
BearingPoint determined that SBC had failed to meet a 95% accuracy benchmark for trouble
ticket closure coding for reported trouble on UNE circuits in Michigan, and for Special circuits
in [llinois, Indiana, Michigan and Ohio. To address this issue, SBC Midwest developed a Repair
Coding Accuracy Plan (“the Plan™), which detailed several initiatives the Company would
implement to improve upon the accuracy of the coding used on trouble ticket closures. One of
those initiatives entailed ongoing management reviews of the coding applied by various work
center staff on a monthly or bi-monthly sample of closed tickets. The Plan calls for SBC to
provide each state commission with a quarterly report of the results of these management
reviews and any corrective actions taken to address any shortcomings identified. As the third-
party evaluator of the Plan, BearingPoint has verified that these reviews are being conducted in
each of the four work groups involved (i.e., the Local Operations Center (“LOC”), the
Installation and Repair Centers (“1&R™), the Special Services Test Centers ("SSTC™) and the
Central Offices (*CO™)). In the following sections, we describe the processes used by these

work groups to conduct the reviews, and summarize the results obtained during the and quarter of
2003.

I1. Management Review Process

The I&R, SSTC and CO centers conduct {and report on} their management reviews on a weekly
or monthly basis. The LOC validates (on a daily basis) the coding applied to the tickets prior to
final closure, and then conducts (and reports on) a bimonthly sample pulled from all closed
tickets. Reviewers compare the narrative description of the trouble found and corrective actions
taken with the disposition and cause code (UNE-P) or trouble and analysis code (UNE-L and
Specials) applied. A detailed description of the process followed within each work group is
provided below.

LOC

The L.OC managers observe (remote or desk-side) and/or review at least two trouble tickets on
each of their direct-report employees every month. At that time they verify the closure codes
used by the Maintenance Administrator (“MA"), identify accurate/inaccurate closure
information, and complete a Quality Observation Form. In addition to the monthly quality
checks performed by the LOC managers, the LOC performs an internal bi-monthly audit. A
Product Manager retrieves a 10% sample for each segment (i.e., UNE-P & UNE-L). The
manager then reviews the ticket history contained within the WFA or LMOS databases to
determine if the Trouble & Analysis codes (WFA) or Disposition & Cause codes (LMOS) match
the ticket histories. The results are compiled and a report is produced and loaded onto an internal
website every two months. The results are also discussed with the Operations Team. If faults
were encountered, Success/Improvement Plans are developed and discussed with the affected
employee and filed within the individual's personnel file. In some situations, a discipline letter
is also written and retained in the employee’s file. In addition, for UNE-P tickets, key personnel
(scrubbers) review every ticket, prior to closure, to ensure the appropriate closure information is
used. This is done until the technician reaches a 95% accuracy rate.
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SBC Midwest Trouble Ticket Coding Accuracy

e @ Management Review Results
Q’/ April 1, 2003 — June 30, 2003
SSTC

25 tickets are randomly selected by an automated program developed by the Project Manager.
For this reporting period only, the sample includes both measured and non-measured items and
all service categories — both CLEC and SBC retail customer troubles. The selected tickets are e-
mailed to the SSTC Manager in the centers by 8:00 AM Monday morning. During the week, the
Maintenance Trouble Administrators (“MTAs") review the narratives and Trouble & Analysis
codes that were applied to these tickets and report their findings via an automated system.
Spreadsheets are also compiled for these evaluations and forwarded to the Project Manager by
the following Monday. The Project manager compiles the data and publishes the results to the
internal website on a weekly basis. Individual coaching sessions are held with technicians if
faults are identified, as are quizzes and awareness s¢ssions for the involved groups. Weekly
conference calls are conducted to monitor progress and address any concerns.

I&R

Field Managers with technician reportees select tickets randomly for review. The field
manager's Area Manager also participates in the sample review during manager ride-along
sessions. The objective is to sample at least 2 tickets per technician per month. The ticket
reviews include both physical checks of the work performed at the customer location (i.e., post
inspections) and comparisons of the ticket narratives with the coding applied. The results are
tallied by the Field Managers and posted on the internal website on a monthly basis. Employees
that have errors are coached individually and may be subjected to other corrective measures,
such as disciplinary actions, if warranted. Sessions are also held, as needed, to review the
procedures. New Job Aids are also distributed, as necessary.

co

Tickets are randomly sampled by the Senior Network Project Manager. If the trouble reports on
a specific circuit category are minimal, all closed tickets are sampled. For other circuit
categories with a higher volume of reports, the sample is pulled from several different central
offices. For the sampled tickets, using the official coding documentation descriptions, a
comparison is made between the narrative contained in the closed report with the coding that is
applied. Results are tallied and posted on the internal website on a monthly basts. The results
are also presented by the Senior Network Project Manager to representatives from each state’s
Local Field Operations (“LFO") Group. If coaching sessions are required, notices are forwarded
by the LFO representative to the specific CO manager. If the coding error occurred within the
LOC or SSTC organization, the information is forwarded to a contact therein for further follow-

up.
OI.  Summary Results
The results of the management reviews in each of the four work groups are summarized below.

Since these reviews were conducted on literally thousands of closed trouble tickets, information
on individual faults identified and corrective measures taken have not been included.

(3]
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SBC Midwest Trouble Ticket Coding Accuracy
Management Review Results
April 1, 2003 - June 30, 2003

@/B@

Trouble Ticket Coding Accuracy Reviews

— April, May, June '03
Work Center Quantity of Quantity of Percentage |Corrective
Tickets Correct Accurate% |Actions Taken
Reviewed Closures
SSTC*
e April Specials 384 336 87.5% Note 1
. May Specials 684 586 85.7% Note 1
* June Specials 537 448 83.4% Note 1
Central Office Not Applicable’ INot Applicable | Not Applicable
LOC**
» February UNE-P 150 102 68% Note 2
¢ February UNE-L 756 684 90.5% Note 2
s April UNE-P 692 637 92% Note 3
e April UNE-L 1767 1573 89% Note 3
e June UNE-P 1611 1370 B5% Note 4
e June UNE-L 1904 1771 93% Note 3
I&R
¢ April UNE 19425 18841 97% Not required.
e May UNE 20282 19910 98.2% Not required
» June UNE 22725 22153 97.5% Not required

* Results include both CLEC and SBC specials
** Results from the bi-monthly review.

Notes:

1) The current results contain both retail and wholesale special services types, not solely wholesale.
Since the focus of SBC's attention has been on CLEC ticket coding, SBC believes that coding
accuracy for wholesale actually exceeds what is reported here for all special service categories. In
the future, only wholesale results will be reported. Most of the deficiencies found thus far appear
to be incorrect selections of the analysis codes applied, rather than incorrect trouble codes. To
address those deficiencies, an educational quiz was administered to all Maintenance Administrators
{MAs) in all centers during the weeks of 4/7 through 5/5. Since subsequent performance has not
met expectations, revisions to this process will be implemented by 8/1/03 to make each center more

! Although the Trouble Ticket Coding Accuracy Plan included management reviews of trouble tickets
handled by Central Office technicians, this work group is not currently responsible for applying the codes
to UNE or Special circuit troubles at the time of closure. Rather, the LOC personnel are responsible for
coding all UNE circuit troubles and the SSTC personnel code all Special circuit troubles. If there is a shift
in this responsibility to CO personnel in the future, results of such management reviews will be reported.
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SBC Midwest Trouble Ticket Coding Accuracy
“Bo Management Review Results
@/ April 1, 2003 — June 30, 2003

accountable for their individual results. In the past, the review was performed by staff personnel
and the results forwarded to field. The review and tracking software will now be provided to each
manager with maintenance responsibilities no later 7/31/03, who will assume responsibility for
sampling, tracking and reporting their work force's closed wholesale tickets on a daily basis. Each
manager must identify the causes for errors, and take the necessary corrective actions (e.g. refresher
training, disciplinary actions, etc.,) to show improvement. SBC believes that transitioning
responsibility for these reviews down to the maintenance managers themselves will result in an
increased awareness of the issue, a more precise identification of problem areas and a faster
response.

2) Coaching provided to the associates who made the errors, including a reiteration of the
procedures. SBC notes that during the course of the LOC's extensive focus on closure code
accuracy, essentially every associate has received coaching due to improperly coded tickets at one
time or another. Over the last few months, this number has been significantly reduced, with the
LOC’s continued efforts focusing on those associates causing the bulk of the errors. Less than 5%
of the LOC work force is now on a formal coaching and/or development plan. The LOC has
increased its attention to these employees, providing one-on-one coaching and additional class time
to assist them. The individuals on the coaching and development plans have also demonstrated
improvement, and at this time the LOC has not identified a need to take disciplinary action.

3) Reviewed errors for overall trends to identify training needs, as well as common associates
making errors. To date no common problems or trends have been identified. Thus, the focus has
been on which individuals are making the errors and whether the corrective measures taken are
having the intended effect. All errors and proposed corrective actions are discussed in a special
management meeting held twice weekly by the LOC Senior Director. As a result of these
meetings, individual MAs continue to be provided one on one coaching sessions and/or subjected
to more comprehensive development plans, as warranted.

4) The decrease in UNE-P accuracy in the most recent results appears to be mainly due to situations
whereby the reported trouble was caused by a customer error or misuse of CLEC or vendor-
provided products or features such as voice-mail. The errors involved a miscoding as tested ok or
incorrectly associating the trouble as being related to an SBC feature or product, rather than one
provided by the CLEC. A remedial training session was held for the responsible employees and
they have been subjected to further screening of all of their tickets at the time of closure.
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